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Claims : 

ll An electronic message distributing apparatus for 
distributing electronic messages from a database to one or 
5 more agents, the database storing, in respect of each 

electronic message to be distributed, a s^u of one or more 
message classes into which the respective electronic 
message is deemed to belong, the distributing apparatus 
comprising: / 
10 / 

means for determining, from said ^fatabase, at least one 
message class in which an electronic message is deemed to 
belong; / 

15 means for selecting, from a/directory of one or more 
agents, an agent that has A capability to process 
electronic messages that yfcelong to said at least one 
message class; / 

2 0 means for causing sa/d electronic message to be rendered 
to said selected agent for processing thereby; and 

means for receiving from said selected agent a signal 
indicating that? said electronic message is processed; 

wherein, upon receipt of said signal, the distributing 
apparatus ys arranged to determine, from said database, if 
said set includes one or more message classes in respect 
of which/said electronic message is not processed and, in 
30 response to determining that said electronic message has 
not been processed in respect one or more message classes 
in sa/d set, is arranged to select a further agent to 
whicn to cause said electronic message to be rendered, 
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which further agent has a capability to process messages 
which belong to one or more of said unprocessed message 
classes . 

2. An electronic message distributing apparatus as 
claimed in Claim 1, wherein each message yclass comprises a 
respective message group, each message ^group comprising 
one or more message categories. 



%3 

U 
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10 3. An electronic message distributing apparatus as claimed 
in Claim 1, including means for recording that said 
electronic message is processed /in respect of said at 
least one message class. 

15 4. An electronic message di/stributing apparatus as 

claimed in Claim 1, wherei/ said agent directory includes, 
in respect of each agent/ a set of one or more message 
classes in respect of wnich the respective agent has a 
capability of dealing/with electronic messages, the 

2 0 distributing apparatus including means for comparing said 
selected agent message classes set with said set of 
message classes i/nto which the electronic message is 
deemed to belong, whereupon receipt of said signal from 
said selected yagent , the distributing apparatus determines 

25 that said electronic message is processed in respect of 
all message/classes that are common to both of said 
message class sets. 



5. An Electronic message processing system for 
3 0 distributing electronic messages amongst a plurality of 
agent/s , the system comprising: 
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a database arranged to store, in respect of each 
electronic message to be distributed, a set of Qfte or more 
message classes into which the respective ele^ydronic 
message is deemed to belong; and 



10 



a directory of one or more agents, said ^directory 
including, in respect of each agent, a/set of one or more 
message classes in respect of which ifhe respective agent 
has a capability of dealing with electronic messages; 

a distributing apparatus arranged to distribute electronic 
messages to one or more of saip. agents, the distributing 
apparatus comprising : 



15 



means for determining, from said database, at least 
one message class j/n which an electronic message is 
deemed to belong ;y 



20 



means for selecting, from said directory, an agent 
that has a c/pability to process electronic messages 
that belong to said at least one message class; 



25 



means fanr causing said electronic message to be 
rendered to said selected agent for processing 
thereby ; and 



means for receiving from said selected agent a signal 
indicating that said electronic message is processed; 



30 wheigfein, upon receipt of said signal, the distributing 

apparatus is arranged to determine, from said database, if 
said set includes one or more message classes in respect 
>f which said electronic message is not processed and, in 
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response to determining that said electronic messaged has 
not been processed in respect one or more message /Classes 
in said set, is arranged to select a further agent to 
which to cause said electronic message to be pendered, 
5 which further agent has a capability to process messages 
which belong to one or more of said unprocessed message 
classes. 

6. An electronic message processing System as claimed in 
10 Claim 5, wherein each message class/comprises a respective 
message group, each message group/comprising one or more 
message categories . 



U. 



7. An electronic message processing system as claimed in 
15 Claim 5, wherein said distribution apparatus includes 

means for recording that /said electronic message is 
processed in respect oy said at least one message class. 

8. An electronic message processing system as claimed in 
2 0 Claim 5, wherein tme distributing apparatus includes means 

for comparing saad selected agent message classes set with 
said set of me/sage classes into which the electronic 
message is deemed to belong, whereupon receipt of said 
signal from/said selected agent, the distributing 
25 apparatus yfletermines that said electronic message is 
processed in respect of all message classes that are 
common yco both of said message class sets. 



9 . Jin electronic message processing system as claimed in 
30 Cla/im 5, wherein said database includes a first set of 

dafta records, said first data record set including one or 
nore respective data records for each electronic message, 
each data record including means for identifying the 
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respective message to which it relates; and meansr for 
identifying a respective message class in whicjr said 
respective message is deemed to belong. 
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10. An electronic message processing system as claimed in 
Claim 9, wherein each data record further includes status 
identifying means for indicating whether or not said 
respective message has been processes by an agent in 
respect of said respective message/class, the distribution 
apparatus being arranged to causer said status identifying 
means to be updated in response/ to said signal from said 
agent . 



11. An electronic message ^processing system as claimed in 
15 Claim 10, wherein the distributing apparatus is arranged 

to update the status identifier of each data record that 
relates to the message /processed by said selected agent 
and that relates to a/ message class in respect of which 
said selected agent /is capable of processing messages. 

20 

12 . An electroni/fc message processing system as claimed in 
Claim 9, whereiil each data record further includes a 
priority identifier which indicates the relative priority 
of said data/record in relation to the other data records 

25 held in saija first data record set in respect of the same 
electronic/ message, the distributing apparatus being 
arranged/to select an agent that has a capability to 
process/electronic messages belonging to the message class 
identified in the data record which has highest priority 

30 and iri respect of which message class the electronic 
message is not already processed. 
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13 . An electronic message processing system as alaimed in 
Claim 12, wherein the relative priority of data/records 
for an electronic message is determined by the level of 
confidence with which said electronic message is deemed to 

5 belong to the message category identified/in the 
respective data records. / 

14 . An electronic message processing^ system as claimed in 
Claim 9, wherein message class identification means is a 

fS > 10 group identification means, where /a. group comprises one or 
%2 more message categories / 

rj 1 15. An electronic message processing system as claimed in 

l*i Claim 14, wherein said data /records further include means 

^= i§ 15 for identifying one or more categories to which said 

respective electronic mesfsage is deemed to belong. 
£3 / 

lj 16. An electronic message processing system as claimed in 

^3 Claim 9, including & classification apparatus, the 

20 classification apparatus comprising: 

means for causing an electronic message to be classified 
into one or more message classes according to message 
content; / 
25 / 

means for (Creating a respective data record, in said first 
data record set, for said one or more message classes. 

17. Ari electronic message processing system as claimed in 
30 Claim/16, wherein each message class is associated with an 
indication of the confidence level with which said message 
clafss is assigned to the message, said database further 
including a second set of data records, said second data 
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record set including one or more respective data records 
for each electronic message, each data record including 
means for identifying the respective message tp which it 
relates; and means for identifying a respective message 
class in which said respective message is /eemed to 
belong, 



10 



12. 



the classification apparatus being arranged to create a 
data record, in said second set of data records, in 
respect of the message class assigned to said electronic 
message with the highest level of confidence, 



15 



the classification module beirtg further arranged to 
include in the or each data record in said first set of 
data records an indication/x>f the relative priority of 
each data record, 



wherein, the distributing apparatus is arranged to select 
a data record from s#id second data record set and to 
20 select an agent that is capable of processing messages 

belonging to the tffessage class identified in said selected 
data record, the/distribut ing apparatus being further 
arranged, upon /receipt of said signal from said agent, to 
refer to said/first set of data records and to create a 
25 new entry in/ said second set of data records in respect of 
the messaqgr class indicated in the data record in said 
first set /which bears the highest priority and in respect 
of which/message class the message has not been processed. 



30 



18 . An electronic message processing system as claimed in 
claircr 5, wherein said agent directory includes means for 
indicating the availability of each agent. 
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19. A message processing system as claimed in C^aim 5, 
wherein said electronic messages include electronic mail 
messages (e-mails) . 

20. A message processing system as claimed in Claim 5, 
wherein said electronic messages includ^/SMS (short 
message service) messages. 



%2 



21. In an electronic message processing system for 
10 distributing electronic messages afmongst a plurality of 
agents, the system comprising: a/ database arranged to 
store, in respect of each electronic message to be 
distributed, a set of one or more message classes into 
which the respective electronic message is deemed to 
15 belong; and a directory of/ one or more agents, said 

directory including, in yespect of each agent, a set of 
one or more message classes in respect of which the 
respective agent has a/ capability of dealing with 
electronic messages, /a method of processing electronic 
2 0 messages, the methou comprising: 



determining, fraftn said database, at least one message • 
class in which/an electronic message is deemed to belong; 

2 5 selecting, from said directory, an agent that has a 

capability/ to process electronic messages that belong to 
said at l4ast one message class; 



causing said electronic message to be rendered to said 
3 0 selected agent for processing thereby; 



receiving from said selected agent a signal indicating 
tMat said electronic message is processed; 
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determining, upon receipt of said signal, if sai^d set 
includes one or more message classes in respect of which 
said electronic message is not processed; / 
5 / 

selecting, in response to determining tha^u said electronic 
message has not been processed in respect one or more 
message classes in said set, a furthe^ agent to which to 
cause said electronic message to be /endered, which 
10 further agent has a capability to process messages which 

belong to one or more of said unprocessed message classes. 

22. A method as claimed in cl/im 21, further including 
recording that said electrond/c message is processed in 

15 respect of said at least one message class. 

23. A method as claimed/in Claim 21, further including 
comparing said selected? agent message classes set with 
said set of message c/asses into which the electronic 

20 message is deemed tar belong, and, upon receipt of said 
signal from said selected agent, determining that said 
electronic message is processed in respect of all message 
classes that aref common to both of said message class 
sets. / 

25 / 

24. A methdd as claimed in Claim 22, wherein said 
database includes a first set of data records, said first 
data record set including one or more respective data 
records ytor each electronic message, each data record 

30 including means for identifying the respective message to 
which At relates; means for identifying a respective 
message class in which said respective message is deemed 
to byelong; and status identifying means for indicating 
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whether or not said respective message has been processed 
by an agent in respect of said respective messageyclass, 
the method further including causing said statuj 
identifying means to be updated in response said signal 
from said agent . 



10 



25. A method as claimed in Claim 24, further including 
updating the status identifier of each /data record that 
relates to the message processed by s^aid selected agent 
and that relates to a message class An respect of which 
said selected agent is capable of processing messages. 



m 15 
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26. A method as claimed in Cla/m 24, wherein each data 
record further includes a priority identifier which 
indicates the relative prior/ty of said data record in 
relation to the other data /records held in said first data 
record set in respect of ^he same electronic message, the 
method further includinc/ selecting an agent that has a 
capability to process electronic messages belonging to the 
message class identif/ed in the data record which has 
highest priority andr in respect of which message class the 
electronic message /is not already processed. 



27. A method as/ claimed in Claim 26, wherein the relative 
25 priority of dat?a records for an electronic message is 
determined by/the level of confidence with which said 
electronic njessage is deemed to belong to the message 
category i^fentified in the respective data records. 



30 28. An method as claimed in Claim 24, wherein message 
class identification means is a group identification 
means,/ where a group comprises one or more message 
categories . 
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29. A method as claimed in Claim 24, wherein the system 
includes a classification apparatus, the classification 
apparatus comprising means for causing an electronic 
message to be classified into one or more prfessage classes 
according to message content; and means for creating a 
respective data record, in said first dscta record set, for 
said one or more message classes, wherein each message 
class is associated with an indication of the confidence 
level with which said message class/ is assigned to the 
message, said database further including a second set of 
data records, said second data Record set including one or 
more respective data records fpr each electronic message, 
each data record including means for identifying the 
respective message to whiclyit relates; and means for 
identifying a respective ppfessage class in which said 
respective message is deemed to belong, the method further 
including 

creating a data record, in said second set of data 
records, in respect of the message class assigned to said 
electronic message with the highest level of confidence; 



25 including in tfhe or each data record in said first set of 
data records/an indication of the relative priority of 
each data record; 



30 



selecting^ a data record from said second data record set ; 

selecti/ng an agent that is capable of processing messages 
belonging to the message class identified in said selected 
data / record ; 
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creating, upon receipt of said signal from said/ agent, a 
new entry in said second set of data records Jltl respect of 
the message class indicated in the data record in said 
first set which bears the highest priority and in respect 
5 of which message class the message has npt been processed. 

30. A computer program product comprising computer 
program code stored on a computer unable storage medium 
for, when executed on a computer system, processing 
f ^ 10 electronic messages in an electronic message processing 
%2 system for distributing electronic messages amongst a 

plurality of agents, the systepn comprising: a database 
arranged to store, in respect/ of each electronic message 
l*j to be distributed, a set of /one or more message classes 

15 into which the respective /electronic message is deemed to 
belong; and a directory jof one or more agents, said 

^ directory including, inr respect of each agent, a set of 

f^ 3 / 

i3 one or more message dfasses in respect of which the 

jrf respective agent has^ a capability of dealing with 

i.j / 

20 electronic messages/, a method of processing electronic 

messages, the metyftod comprising: 



25 



determining, from said database, at least one message 
class in whicfr an electronic message is deemed to belong; 

selecting, /from said directory, an agent that has a 
capability to process electronic messages that belong to 
said at /east one message class; 



3 0 causing said electronic message to be rendered to said 
selected agent for processing thereby; 
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receiving from said selected agent a signal indicating 
that said electronic message is processed; 

determining, upon receipt of said signaV; if said set 
includes one or more message classes i/n respect of which 
said electronic message is not processed; 

selecting, in response to determining that said electronic 
message has not been processed/in respect one or more 
message classes in said set, ya further agent to which to 
cause said electronic message to be rendered, which 
further agent has a capability to process messages which 
belong to one or more of said unprocessed message classes. 
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